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INDIANA STATE REPORT
Site Visit April 26 - 28, 1993

STATE PROFILE

System Name: Indiana Client Eligibility System (ICES)
Start Date: 1990
Completion Date: December 31, 1993
Contractor: Deloitte Touche
Transfer From: Ohio (CRIS-E)
Cost:
Actual: $7.540,000 (through 12/31/92)
Projected: $37,700,000
FSP Share: $1,940,000 (through 12/31/92)
FSP %: 25.8%
Number of Users: 2.853

Basic Architecture:

Mainframe: IBM 3090/600] (MVS/ESA)
Workstations: Lee Data 3270-type
Telecommunications

Network: T1 Backbone/X.25/ XX baud

multi-drop lines to field offices

System Profile:

Programs: Food Stamp Program, Aid to Families with
Dependent Children. Medicaid

THE ORKAND CORPORATION

1



1.0 STATE OPERATING ENVIRONMENT

The Indiana Family and Social Services Administration (FSSA) consists of three major
operational divisions: the Division of Aging and Rehabilitative Services, the Division of Family
and Children, and the Division of Mental Health. The Division of Family and Children is
responsible for administration of the Food Stamp Program (FSP) in Indiana. There are three
organizational areas within the Division of Family and Children: Child Development, Family
Protection, and Family Resources. The Family Independence Section of Family Resources is
comprised of the Food Stamp, Aid to Families with Dependent Children (AFDC), and Medicaid
Programs.

Indiana has 92 counties. Marion County, which contains the city of Indianapolis, is the largest
county in the State and has the largest FSP caseload (37,937). Benton County has the smallest
food stamp caseload (155).

In 1990, the population of Indiana was 5,564,228. Approximately 6.0 percent were FSP
recipients.

Indiana officials indicated that because of the nature of industry in Indiana, the State’s
unemployment rate trends often lead national trends. The statewide unemployment rate decreased
from 11.9 percent in 1982 to 4.7 percent in 1989. This rate increased to 5.3 percent in 1990 and
5.9 percent in 1991.

The October 1992 report, The Fiscal Survey of States, provides the following information
compiled by the National Association of State Budget Officers and the National Governors’
Association:

. Indiana’s nominal expenditure growth for Fiscal Year (FY) 1993 was in the 5.0 percent
to 9.9 percent range, which exceeded the national average of 2.4 percent.

. Indiana reduced the approved 1992 State budget by over $99 million.

. State government employee levels remained nearly constant; Indiana government
employment dropped by 0.14 percent, which was less than the average national decrease
of 0.6 percent.

. Indiana did not implement any changes to increase or decrease revenues for FY 1993.

. The regionalloutlook provided a mixed picture. The regional weighted unemployment
rate of 7.0 percent was lower than the national average of 7.8 percent, but the per capita

personal income increase for the region (2.1 percent) was less than the national average
of 2.4 percent.
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2.0 FOOD STAMP PROGRAM OPERATIONS

Responsibility for Food Stamp Program administration in Indiana, within the Division of Family
and Children, is divided along operational and policy lines. The District Directors and Local
Operations group reports directly to the director of the Division of Family and Children and is
responsible for the operation and supervision of county offices and local branches (a total of 109
offices).

The Food Stamp Policy Unit reports directly to the Food Stamp Program manager in the Family
Independence Section (FIS) within Family Resources. The responsibilities of this group include
the interpretation of Federal and State policies as well as planning, evaluation, and monitoring
activities for the FSP.

Systems support for FSP operations is provided by the Information Services Division (ISD),
which is under the State Department of Administration. ISD also provides application support
for the current food stamp system; however, responsibility for applications support for the ICES
system belongs to the Office of Information and Technology Services (OITS) within FSSA.

2.1. Food Stamp Program Participation

Average monthly participation for public assistance programs in Indiana, as provided by
State FSP staff, is presented in Table 2.1 below. Household participation in the FSP
increased by 59 percent (over 62,600 households) between 1988 and 1992. Participation
levels in the Child Support Enforcement (CSE) and AFDC Programs increased by about
40 percent during this period, while Medicaid participation increased by 128 percent
(nearly 100,000 cases). Indiana does not provide General Assistance (GA) benefits.

Table 2.1 Average Monthly Public Assistance Participation

Program 1992 1991 1990 1989 1988
AFDC - cases 78,254 66,354 57,266 54,028 55,882
FSP - households 172,667 142,764 116,340 105,915 110,026
FSP - individuals 477,278 405,608 331,276 301,502 315,705
Medicaid - cases 178,372 133,614 100,093 84,084 78,382
General Assistance N/A N/A N/A N/A N/A
CSE 2,115 2,138 2,057 1,710 1,519

2.2 FSP Benefits Issued Versus FSP Administrative Costs

The ratio of benefits issued to FSP administrative costs has improved from 10.2:1 in 1988
to 17.5:1 in 1992,
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Indiana’s average monthly benefit issuance per household over the last five years, as
provided in Table 2.2, has increased.'

Table 2.2 FSP Benefits Issued

1992 1991 1990 1989 1988

Average Monthly
Benefit Per $£194.58 $186.52 $173.45 $154.57 $151.64
Household

2.3 FSP Administrative Costs

Indiana’s Food Stamp Program administrative costs for the past five years were as
follows™:

Table 2.3 FSP Federal Administrative Costs

1992 1991 1990 1989 1988

Total FSP
Federal $21,258,099 | $19,950,621 | $20,507,514 | $19,815,775 | $18,501,764
Admin. Cost

Avg.
Federal
Admin. Cost $11.09 $12.66 $15.71 $16.58 $14.81
Per
Household
Per Month

2.4 System Impacts on Program Performance

Food stamp systems typically have an impact on several program performance areas. This
section examines the system impact on staffing, responsiveness to regulatory changes,
error rates, and claims collection. Since the Indiana Client Eligibility System is currently
being implemented, this section focuses on the predecessor TANDEM system when
discussing historical and operational data.

' The number of households and benefit amounts use data reported in the FNS State Activity Reports each year.

? The number of households and FSP Federal administrative costs are derived from data reported in the FNS State Activity Reports each
year.
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24.1

24.2

243

Staffing

Current staft, including clerical and eligibility workers (EWs) and EW supervisors, totals
2,634. Of this total, 258 are supervisors and 1,582 are intake or on-going workers. In
addition, the State has 794 clerical workers, including issuance workers. State officials
indicated that staff levels are driven by overall caseload, and that automation has not had
any impact on staffing level. An increase in caseworker staffing has occurred in recent
years as the caseload grew.

Responsiveness to Regulatory Change

Indiana has been able to meet Federal regulatory changes, as indicated in Appendix A,
Exhibit A-2.1, except in two situations: implementing the Mickey Leland Domestic
Hunger Relief Act (code 1.4) covering the use of a standard estimate for shelter expense
for households with homeless members, and implementing the issuance regulation (code
4.1) which stipulates that mail issuance must be staggered over 10 days. FSP officials
indicated that they had difficulties implementing the Act because of the Federal
government’s delay in providing the final rule. The State implemented the mail issuance
regulation late only because State staff were unaware of the requirement until after the
implementation date had passed.

Combined Official Payment Error Rate

Indiana’s official combined error rate decreased from 1988 to 1989 and increased each
year from 1990 through 1992.

Table 2.4 Official Combined Error Rate

1992 1991 1990 1989 1988

Combined
Error Rate 13.56 12.83 11.28 10.17 11.37

2.4.4

Claims Collection

Table 2.5 presents claims collection data including: the dollar value of claims established,
the dollar value of claims collected, and the percentage of claims established that were
collected. The dollar value of claims collected decreased each year except 1991. The
value of claims established increased in 1989 and decreased each year between 1990 and
1992.

Indiana’s claims collected as a percentage of claims established decreased between 1988
and 1990 and increased in 1991 and 1992. The year-to-year variations in the percentage
of claims collected and the 1992 data -- which shows that the value of claims collected
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exceeds the value of claims established -- occur because claims may not be collected in

the same year in which they are established.

Table 2.5 Total Claims Established/Collected

1992

1991

1990

1989

1988

Total
Claims
Established

$1,093,847

$1,248,007

$1,903,657

$2,232,016

$1,943,328

Total
Claims
Collected

$1,141,353

$1,211,542

$1,107,850

$1,392,381

$1,419,896

As a % of
Total
Claims
Established

104.3%

97.1%

58.2%

62.4%

73.1%

2.4.5 Certification/Reviews

3.0

Indiana does not plan to complete ICES conversion until the end of 1993; therefore, a
post-implementation review by the Food and Nutrition Service (FNS) or a Family
Assistance Management Information System (FAMIS) certification review by the
Department of Health and Human Services (DHHS) has not occurred as of the end of
April 1993.

OVERVIEW OF THE SYSTEM

Indiana’s ICES system currently supports the Food Stamp, Aid to Families with Dependent
Children, and Medicaid Programs. Indiana does not provide GA payments.

3.1

System Functionality

The ICES system is an automated, structured eligibility determination and benefit
calculation system that provides for interactive interviews. During interviews, the
applicant responses are entered into the system by the eligibility worker. These responses
drive the interview process by prompting the input of necessary data based on previous
responses. In preparation for ICES implementation, Indiana converted to the generic
caseworker approach. The shift from program specific caseworkers to generic workers
began in 1989.

ICES was transferred from Ohio; however, ICES project team members indicated that
approximately 50 percent of Ohio’s CRIS-E was modified for use in Indiana.
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Major features of ICES functionality are described in this section. Areas addressed
include:

. Registration. During application registration, a registration clerk enters data --
including name, address, telephone number, social security number (SSN). and
date of birth (DOB) -- into the ICES terminal. An on-line search is performed
using statewide participation records for the past three years. The purpose of this
search is to determine if any household members are known to the ICES system
or the previous food stamp or AFDC systems. Data used in making this
determination include the applicant’s SSN, name, DOB, race, and sex. If it is
determined that the applicant has an old case number, the ICES system provides
the option of using this number. Otherwise, the system automatically assigns an
application number. The system also assigns the case to an eligibility worker and
establishes an interview appointment. The registration worker initiates the request
for the system to generate and print a listing of application data, the "rights and
responsibilities” narrative, and an appointment notice, which are provided to the
client.

ICES automatically schedules interview appointments at the time of application
registration and prints a recipient notice. Registration workers, however, can
manually schedule an appointment.

. Eligibility Determination. Like the CRIS-E system, the ICES system utilizes
mandatory "driver" screens in the eligibility determination process. Screens
requesting further detail may be displayed depending on the information that is
entered into the system through mandatory screens. The ICES system’s data entry
screens require immediate on-line edits in certain fields. The system automatically
determines eligibility and establishes relevant assistance groups for each program.

. Benefit Calculation. 1CES automatically performs benefit calculations. The ICES
benefit calculation module was modified from CRIS-E to provide maximum
flexibility for the worker. For resource and income data, the eligibility worker
enters the raw data (amount) provided by the recipient, the frequency (e.g.
weekly), and the budget method. From this, the system calculates monthly gross
amounts that are used in benefit calculation. After the system determines
eligibility and calculates the allotment amount, the caseworker reviews the results
and authorizes the case. Indiana does not require supervisory approval to
authorize a case.

. Benefit Issuance. Under ICES, a direct access food coupon issuance system is
used to allow recipients to pick up benefit allotments. Under the TANDEM food
stamp system, the primary issuance method is an authorization-to-participate
(ATP) system. In addition, a small percentage of issuance is accomplished by
mailing food coupons to recipients. Almost all coupon issuance in Indiana is
performed by State workers, but there are two exceptions. One county uses
financial institutions for food stamp issuance, and township trustees issue benefits
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in another county. Issuance is staggered in Indiana, but the number of days over
which issuance is staggered varies among counties from two to 15 days.

Notices. 1CES automatically generates notices to recipients but does not provide
the capability for workers to add any text to these notices. Notices are generated
to convey: changes related to household participation, eligibility, and benefit
amounts; eligibility determination results; and reminders regarding outstanding
verifications. ICES notices combine food stamp, AFDC, and Medicaid

information. '

Claims System. Claims collection was a feature added to the CRIS-E system for
use in Indiana. The eligibility worker establishes a claim on-line by entering the
cause of the underpayment or overpayment into the ICES system. The system
then calculates the corrected benefit amount. The worker determines the collection
method. The system tracks the claim status and monthly recoupment amount,
generates a notice to the recipient, and automatically establishes a collection
record.

Computer Matching. The ICES system does not perform any matching against
external databases at the time of application registration or before the applicant’s
eligibility is determined. Before initial certification -- except in the case of
expedited issuances -- matching is performed via batch mode using databases from
the following sources: State Data Exchange (SDX), Internal Revenue Service
(IRS), Benefit Earnings Exchanges System (BEERS), Indiana Department of
Labor, Beneficiary Data Exchange (BENDEX), and Social Security Administration
(SSA). After certification, the system verifies wages and resources by matching
against data from Indiana and Federal government data. Indiana defines "hits" in
BENDEX and SDX matching to be SSN matches; "hits" are still being defined for
other databases. When a match or "hit" is identified, the system generates an on-
line alert for the eligibility worker.

Alerts. Alerts are used in ICES to provide on-line messages to eligibility workers.
The system generates alerts for discrepancies identified in computer matching,
notices to be sent, pending applications, data requiring verification, and case
transfers among workers.

Monthly Reporting. Monthly reporting is not required in Indiana.

Report ‘Generation. The reporting subsystem for ICES had not been fully
implemented as of April 1993. Ad-hoc management reporting is a planned feature
of the reporting subsystem.

Program Management and Administration. Other system functions supported

by ICES include: electronic mail for all staff, capability for worker to enter and
maintain narrative text in a case record, and workload allocation monitoring with
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3.2

3.3

34

respect to the number of cases. In addition, an on-line policy manual is planned,
but it had not been fully implemented as of April 1993.

. Assistance Groups. ICES defines households based on a common address;
therefore, a household may contain multiple groups seeking public assistance.
ICES, like CRIS-E, automatically determines the various assistance groups within
a household, but it does not provide for total outreach. ICES determines eligibility
only for the assistance programs to which the applicants apply.

Level of Integration/Complexity

ICES provides a high level of integration and complexity. Systems support staff projected
that the number of users, once the system is fully implemented, will be 2,853.

ICES interfaces with several systems including external databases used in matching and
the TANDEM food stamp system which ICES is replacing. The interface with the
TANDEM system is through a master index which includes all open cases in Indiana. At
conversion, open cases from the TANDEM system are loaded into the Transitional
Issuance System (TIS). TIS converts the issuance information only and enables benefits
to be issued through ICES before the case has been converted from the TANDEM system
to ICES.

Workstation/Caseworker Ratio

Under the ICES system as planned, each caseworker should have his or her own terminal.
Additional terminals are required in each office for use by supervisors, registration
workers, issuance workers, and other system users. This represents a significant change
from the predecessor system in which each county office contained only one or two
terminals. Caseworkers completed data entry forms. Clerks, who alone had access to the
TANDEM terminals, performed data entry activities.

Current Automation Issues

Food Stamp Program personnel in Indiana raised two issues regarding implementation of
the automated system. One issue was related to the conversion itself and the impact it
was having on case backlog. During the initial months of ICES operations, workers have
experienced some problems in learning to use ICES proficiently. This has resulted in case
backlogs of about 200 to 300 cases per month.

The second issue relates to expectations for ICES operations after implementation has
been completed, and the contractor’s (Deloitte Touche) involvement in system support
ends. FSP personnel indicated that the OITS group, which will assume responsibility for
application support, lacks adequate personnel for performing this function.
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4.0 SYSTEM DEVELOPMENT AND IMPLEMENTATION

ICES development and implementation began in the late 1980s after Indiana decided that an
integrated public assistance system was needed to improve client service and operational
efficiency. This section describes: the system that ICES replaced, the reasons for developing the
new system, the activities involved and problems encountered in ICES development and
implementation, the conversion approach used, ICES project management, and State FSP and
management information system (MIS) involvement throughout the process.

4.1 Overview of Previous System

The TANDEM system is the food stamp system in Indiana being replaced by the ICES
system. Unlike ICES, the TANDEM system is a batch-oriented food stamp-only system.
TANDEM runs in an IBM mainframe environment and is a statewide system whose users
are State employees working at county offices. The system has been in use since the late
1970s; however enhancement efforts were initiated in 1982. In 1984, the TANDEM
system was enhanced by adding an on-line membership file.

Indiana decided that simply enhancing the TANDEM system was insufficient and began
exploring alternatives for developing an integrated public assistance system. A group was
formed to develop specifications for a system referred to as the Welfare Integration
System (WIS). The WIS team consisted of program policy people, as well as county
representatives to provide a user’s perspective. The individuals involved in this group and
the group’s efforts would form the basis for the ICES project team and development
effort, respectively.

4.2  Justification for the New System

In its Implementation Advanced Planning Document (IAPD), Indiana staff identified three
broad categories of benefits that they expect the ICES system to achieve:

. Improved service to clients as a result of greater accessibility, improved
communication, and improved benefit delivery

. Better utilization of resources to administer programs effectively
. Improved operational efficiency that reduces program errors and achieves cost
savings, the State expects annual savings of $32.4 million during the fourth year

of ICES operation, which can be further classified as:

- $29.7 million in savings due to error rate reduction ($8.2 million is
attributable to food stamp error reduction)

- $2.1 million in savings due to increased collections

- $0.6 million in savings by reducing current system operating costs
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4.3

4.4

Development and Implementation Activities

Indiana began planning activities for an integrated public assistance system, WIS, in the
middle 1980s. In late 1987 and early 1988, Indiana began looking to other states for a
suitable transfer system due to the Federal requirement regarding system transfers.
Indiana selected the Ohio CRIS-E system as the transfer system and developed a request
for proposals (RFP). The RFP was released in December 1989, and Deloitte Touche was
chosen as the development contractor.

Indiana submitted an initial Planning Advanced Planning Document (PAPD) in March
1989. Amended PAPDs were submitted in April 1989, October 1989, January 1990,
April 1990, and September 1990 and requested funding increases and time extensions.
All PAPDs were approved.

The IAPD was submitted in October 1990, and, in February 1991, ICES funding for FY
1991 and FY 1992 was approved. Advanced Planning Document Updates (APDUs) were
submitted in December 1990, December 1991, February 1992, May 1992, June 1992, and
March 1993. All APDUs -- except the March 1993 Annual APDU which is pending and
requires additional data from Indiana -- were approved.

ICES development has consisted of the following stages:

. Design. The ICES team conducted planning related to the requirements system
design (RSD) from July 1990 to March 1991.

. Development. The contractor’s involvement officially began in April 1991.
During the development period, Deloitte Touche wrote the RSD; the change
definition document (CDD), which identified changes that needed to be made to
the CRIS-E system for transfer to Indiana; and the detail system design (DSD).
The ICES team provided input and reviewed the RSD. System testing was
conducted between July and September 1992.

. Implementation. The ICES system 1is currently being implemented.
Implementation began with the pilot test, which was conducted between November
1992 and January 1993 in Delaware County. As of the end of April 1993, ICES
project staff estimated that 14 percent of the State’s caseload had been converted
to ICES. Indiana expects to complete conversion by December 31, 1993.

Conversion Approach

Indiana’s conversion plan entails converting all open cases. Clusters of counties are
converted to ICES simultaneously. The State does not have a detailed conversion plan
for each county office, but workers are expected to complete conversion documents when
cases are recertified prior to ICES conversion of a county. Completed conversion
documents are intended to facilitate conversion by consolidating information required by
ICES.
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